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Abstract — The management of solid waste is part of the study of biosafety aimed at professionals in the 
beauty area, as they need to identify the possible limitations of an establishment in terms of safety, so as to 
minimize the risks that exist in that work environment during the handling of a certain composition. The 
risks that can be pointed out are classified by biological, chemical, physical, accidental and ergonomic, 
however in this work attention will be paid to solid waste with biological and chemical risks. Thus, the 
general objective of the present work is to sensitize the professionals of beauty establishments about the 
environmental impacts caused due to the poor management of solid waste disposal with chemical and 
biological risks. For that, it was used as methodology the descriptive and exploratory research, as well as 
the research in fields, where it was made collection with the employees of beauty salons of different zones 
of the city of Manaus. The results show that although the professionals have a knowledge of biosafety, it is 
still superficial and the necessary behaviors are not always adopted to safeguard their and customers' 
safety. As evidenced in a report by the professionals interviewed, the need for education and training in 
environmental issues, such as solid waste management and others, is considered. One of the biggest 
challenges is to obtain the permanent involvement of employees and responsible managers. The study 
alludes that the employees involved, working in groups and internal facilitators, supported by external 
experts, can develop their actions with more confidence and efficiency. The involvement of the external 
specialist with the participative management of the projects, involving other employees, is inherent to the 
development of environmental management programs in this market segment. 
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I. INTRODUCTION 

Professionals specialized in beautification can work in 
the most diverse areas of aesthetics, and can be facial, body 
and capillary. Making use of the most diverse cosmetics 
and procedures such as hair removal, massages, haircuts, 
dyeing, relaxation, hydration, skin cleaning, makeup, 
manicure, pedicure and several others ,. They also work on 
skin rehabilitation and its attachments with the objective of 
stimulating the client's well-being, in aesthetic clinics, 
beauty salons, SPAs and sometimes even at home 
(GERSON, et al., 2011; GOMES & DAMAZIO, 2009 ; 
HAFAF, 2010; REBEFO, 2004). 


Beauty establishments / centers are built with the 
objective of serving the population that seeks to highlight 
the most beautiful in itself, due to the concern with beauty 
and youth. This population is made up of different age 
groups and economic classes, reaching from the lower 
classes to the upper classes, in which they are increasingly 
demanding in beautification services. As a result, it is 
necessary to train professionals increasingly trained in 
knowledge and techniques, so that they can carry out their 
work in an ethical and efficient manner. In this context, it 
is important that these workers understand about chemical 
materials and compounds that are normally used and the 
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risks and benefits they cause to human and environmental 
health. 

The Regulatory Norm of ABNT NBR 10004/2004, in 
its item 3.1, defines solid waste as: solid and semi-solid 
waste are the result of activities of industrial, domestic, 
hospital, commercial, agricultural, and other services, 
included those from water treatment systems, as well as 
liquids discharged into the public sewer network. 

In this sense, beauty salons, due to their characteristics, 
use chemical products that strongly impact water, being 
therefore considered spaces that generate a large amount of 
solid waste. 

The management of solid waste is part of the study of 
biosafety aimed at professionals in the beauty area, as they 
need to identify the possible limitations of an establishment 
in terms of safety, so as to minimize the risks that exist in 
that work environment during the handling of a certain 
composition. The risks that can be pointed out are 
classified by biological, chemical, physical, accidental and 
ergonomic, however in this work attention will be paid to 
solid waste with biological and chemical risks. The 
residues with chemical hazards produced in beauty 
establishments are mainly composed of packaging of 
chemical products previously used for the production of 
beautification in clients or patients, whereas the solid 
residues with biological hazards are generated through 
sharps potentially contaminated by viruses, bacteria or 
fungi. Many of the workers, due to the lack of knowledge, 
do not have sufficient training to correctly dispose of this 
material, thus resulting in the disposal in common dumps, 
which have consequences for population and 
environmental health, causing pollution of soil, air and 
even pollution, water, items of extreme importance for 
human survival. 

An visa (2014) determines as biosafety standards for 
any beauty salon, hairdresser, barber and similar services: 
being independent of residence, having its own place for 
washing materials, always being clean and airy, cleaning 
combs for each client, brushes, bobies, etc., use clean 
towels for each customer, use only products registered with 
Anvisa, keep chairs and stretcher mattresses covered with 
impermeable material, have a sanitary license, do not use 
products containing formaldehyde and maintain routine 
sterilization of materials in invasive procedures. 

It is noteworthy that, to date, there is no specific 
national waste plan for health establishments and the lack 
of knowledge of environmental standards generates great 
damage to the environment. 

Ramos (2009) points out that biosafety constitutes a 
whole set of functional and operational processes aimed at 


promoting the health culture within the health community 
and others interconnected to it. Its objective is to preserve 
the environment by controlling waste handling and 
disposal, preventing health risks and occupational 
accidents, as well as developing actions to control 
infections, which makes it vitally important for services 
health and, by extension, beauty. As a result, it is intended 
to include beauty establishments in the knowledge and 
practice of technical and scientific information on 
biosafety, teaching and transmitting a whole series of 
standardized conducts and routines. 

Thus, it is considered that the correct disposal of waste 
produced from these establishments will be contributing to 
the environment, through a socio-environmental vision of 
waste management, being an innovative and intelligent 
attitude. 

This study will be of great relevance, as it aims to raise 
the awareness of aesthetic professionals about 
environmental problems caused by the lack of concern 
regarding the management of these residues. 

Thus, the objective of this article is to raise awareness 
among beauty establishment professionals about the 
environmental impacts caused due to poor management of 
solid waste disposal with chemical and biological risks. 

II. MATERIALS AND METHODS 

In the first stage, a bibliographic survey of studies 
that discuss the issue of biosafety was carried out, in 
particular, in beauty establishments. 

Then a questionnaire was applied to professionals 
working in the specific area of beautification, being they 
from all and / or any area (east, west, north and south) of 
the Municipality of Manaus, capital of the State of 
Amazonas, in which it was identified how these 
professionals perform their tasks and dispose of their 
waste. The questionnaire was applied in order to 
understand the risks and safety in carrying out their tasks, 
from their own perspective. 

The questionnaire was directed and collected to all 
study subjects through personal contact, always 
emphasizing that participation was voluntary. 

In parallel, two beauty establishments were visited, 
located in the same Municipality mentioned above, in 
which observation work was carried out, in order to verify 
the common activities of solid waste management. This 
observation was carried out in order to contribute to the 
results obtained throughout this research. 
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For those who agreed to participate, it was requested, 
in compliance with Resolution No. 466/2012, to sign the 
Free and Informed Consent Term, since it is a 
questionnaire applied to adults. The same was applied in 
October this year. 

Bearing in mind that the intended research involved, in 
the quantitative phase, a questionnaire with professionals 
in the area of selected establishments, all ethical aspects of 
research involving human beings contained in Resolution 
no. 466/12, of the National Health Council, such as: 

a) The request for authorization from the 
establishments to conduct the research - Letter of Consent; 

b) The free and informed consent of professionals, 
research subjects and the protection of vulnerable groups 
and those legally incapable (autonomy), who will always 
be treated in their dignity, respected in their autonomy and 
defended in their vulnerability, being developed preferably 
in individuals with full autonomy; 

c) Obeyed the appropriate methodology, relying on 
human and material resources necessary to guarantee the 
well-being of the research subject, with an adjustment 
between the competence of the researcher and the proposed 
project; 

d) Confidentiality and privacy have been ensured; 

The knowledge that was intended to be obtained 
through the quantitative analysis was only possible through 
the questionnaire, therefore, it is justified because it is not 
possible to obtain it by another means. 

In view of the results and with all the available data, a 
booklet with biosafety rules was prepared for professionals 
and beauty salons who agreed to participate in the research, 
same (professionals) were invited, those who answer the 
questionnaire. Finally, the establishments selected for the 
observation work contributed to the qualitative analysis. 

III. RESULTS 

This chapter corresponds to the analysis and 
interpretation of the data collected with the professionals 
and in the researched enterprises. The data collected were 
based on questionnaires and direct observations. 

With the intention of capturing information inherent to 
the research, the work started with the presentation of the 
project and the research proposal to the beauty salons that 
served as a basis for direct observation as well as the 
professionals. These first contacts had the intention of 
exposing the research objectives, collecting information for 
directing and planning the tabulation of the data to be 
collected, looking for guidelines and legal indicators in the 


area of personal image. It was noticed in the first meetings 
that the environmental issues were of interest to the 
owners, but the main concern was with health surveillance 
rules and laws and their inspection, which caused distrust 
on the part of some professionals at the beginning of the 
interviews. 

This limitation was soon solved with the preliminary 
presentation of the academic study declaration, the 
research proposal with the description of the action and a 
term of consent for the free and informed consent with the 
managers of the undertakings to carry out the data 
collection. The questions and direct observations sought to 
follow the practices, seek bibliographic references and 
documented evidence of the actions. 

The research was subdivided into the questionnaire 
phases, analysis of the characteristics of the ventures aimed 
at the aesthetic market, their aspects and environmental 
impacts, following a proposal for waste management. For 
the development of the research, two establishments in the 
urban area of Manaus were selected for direct observations, 
inserted in the beauty salon sector. The number of 
professionals was a total of 120 employees, including 
contractors and freelancers. According to information from 
the Union of Salons of Barbers, Hairdressers, Beauty 
Institutes and Similars of Manaus - SISBISIM (2017), 
there are 780 formalized enterprises in the city of Manaus, 
with a total of approximately 9,000 establishments 
considered formalized and informal. 

The inclusion criterion of each establishment for the 
research was: to be formalized, to consent to the study and 
to sign the informed consent form after presenting the 
proposal with the research objectives. The exclusion 
criterion for the investigation was: not being formalized, 
not consenting to the study and not wanting to sign the 
informed consent form. A project was excluded because it 
did not consent to the study, claiming that they did not 
have the time and people to collaborate. Such occurrence 
did not harm the study, because by similarity, another 
undertaking was chosen for the investigation, keeping the 
two proposed. 

3.1 DESCRIPTIONS AND ANALYSIS 

3.1.1 Description of the projects observed 

In view of the characteristics mentioned above, the 
observation establishments were visited in the urban area 
of Manaus, this area is inserted in the south-central area of 
the city with different structures and clientele, but with 
similar productive activities. The enterprises identified 
themselves as beauty salons located on public roads. The 
names of the undertakings were kept confidential, as a 
condition for research consent. 
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The establishments visited offer hair services (cutting, 
dyeing, brushing, straightening), manicure / pedicure, 
waxing, facial / body aesthetics, makeup and some include 
professional podiatrists. The number of assistants ranged 
from 5 to 10 employees and 10 to 15 outsourced workers. 
The outsourced are independent professionals who occupy 
a place in the enterprise and are paid on commission for the 
service provided. 

Regarding the approaches and the productive process of 
the beauty salons visited, according to what is described in 
Chapter 3, the following activities and their production 
processes were observed: 

Cut, brush and dye hair 

a) Cut 

The service begins with the study and definition of the 
cut. The next step is to wash the hair in the washbasin 
using water, shampoo and conditioner (Figure 1). 



Fig.l: Washbasin. 


Source: Direct observation, 2019. 

Then, the hair cut will be taken to the trash (Figure 2) 
shortly thereafter. 



Fig.2: Trash. 


Source: Direct observation, 2019. 


In the case of male cuts, most go to the washbasin after 
cutting to remove the tiny pieces of hair, which will then 
go directly to the sewer. And, even in the short male and 
female cuts, it is observed that after cutting, there is an end 
with an electric cutting machine for finishing and / or using 
a razor with a disposable blade. It is noted that the cutting 
blade scrapes the hair along with the surface of the skin 
and is then disposable in the common garbage. It was not 
possible to analyze any process of hair removal with a 
razor in a beard, but it was reported that the blade disposal 
process is the same, except for establishments with 
podiatrists who, because they have a container for sharps, 
this material goes to the product box, waste from health 
services on public roads, to be collected by the company 
associated with the public service. 

b) Brush 

In the brush process, the process starts in the hair wash 
with shampoo and conditioner washing (Figure 3). Many 
cases of female hair are observed to be hydrated with 
creams or oil baths that should remain in the hair for a few 
minutes before removal and is occluded with aluminum 
foil. 



Fig.3: Hair washing 
Source: Direct observation, 2019. 


After rinsing very well several times with water, to 
exclude the entire product, the client returns to the chair for 
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the brush with dryer and the flat iron (flat iron). Each 
professional has their hair dryer connected to their 
workbench. Often the hairdryer is used first and then the 
straightener in the hair. While the hair is drying the board 
is connected to a feeding source for heating the plates. At 
the end of the process, a product in the form of a spray, 
cream, lotion, oil or gel is applied as a hair fixative. 

Project A, right after the first visit, as noted and the 
report of the administrator of the same, quickly created on 
its own initiative, a dump of biological products (Figure 4) 
for hairdressers and manicurists and dumps of common 
waste (Figure 5) in a location easily accessible and visible 
to customers and employees. In this same project, it was 
reported that there was a drain of fabric in the washbasin to 
support the hair remnants, protecting the environment and 
reducing the risk of plumbing clogging. It was also advised 
to periodically maintain and clean the air conditioning to 
ensure good quality of the air conditioning, air 
conditioning. The people in charge of the other project, as 
they are not the majority owners, have committed to take 
the improvement proposals forward, as they understood 
and became aware of the benefits not only in reducing 
costs, but also in improving the quality of customer 
service. In this way, it would be possible for the population 
to be more secure, contributing to the environment. This 
initiative could be a differential in the competitive market. 



Fig. 4: Recycle bin for organic products. 


Source: Direct observation, 2019. 



Fig. 5: Dump of common waste. 


Source: Direct observation, 2019. 

c) Dyeing / straightening 

For coloring or straightening, the professional observes 
the length of the hair and if it is natural or if it has already 
suffered some type of chemical. An analysis is also made 
as to the type of hair. Once the diagnosis has been made in 
view of the customer's evaluations and information, we 
proceed to the preparation of the chemical, which can be 
dyed with 20 or 30 volumes hydrogen peroxide, bleach or 
reagent, smoothing pastes, among others. In the case of 
locks in the hair, aluminum foil is used, which will be 
discarded with the chemical. After applying the product to 
the customer's hair, a specific time is required for the 
product's action, depending on the service to be performed. 
It was observed that when the coloring is not enough, the 
professional prepares a little more of the mixture and the 
leftovers are thrown into the washbasin. This procedure 
shows the loss and disposal of the toxic product to the 
environment. After the desired time, the hair it is washed 
with shampoo, conditioner and goes for drying with a 
hairdryer and board in most cases. In this process it is 
observed that there are odors characteristic of the mixture 
of the products in the customers' hair in the salon, but there 
was a report that there is no complaint from the customers. 
It is noteworthy that the halls observed are well lit and 
have an air conditioning system. In this context, an 
environment with atmospheric emission pollution and a 
high consumption of electrical energy is suggested. 
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d) Manicure / Pedicure 

The workstation is prepared to receive the customer 
with the materials sterilized in the autoclave (pliers and 
stainless steel spatulas), as shown in Figures 6 and 7, 
disposable materials (foot and hand sandpaper, wooden 
toothpicks, gloves and boots), plastic with cream inside) 
and other materials for the preparation of the service 
(acetone, cotton, enamel, exfoliating, moisturizer). 



Fig.6: Autoclave. 


Source: Direct observation, 2019. 



Fig. 7: Sterile materials. 


Source: Direct observation, 2019. 


As directed by the Health Surveillance Division 
(DVSA) and the Hairdressers Union, the packaging of 
sterilized materials in the autoclave, as well as the 
packaging of disposables must be opened in front of the 
customer and the disposable materials must be discarded 
immediately after the use of each customer. Foot files must 
have a washable plastic base with a rough, sticky part that 
can be disposed of in the trash. It was observed the use of 
disposable plastic wraps to pack basins with water for feet 
and hands only in Enterprise A. 

The beginning of the procedure performed by the 
professional is the removal of nail polish with cotton and 
acetone or nail polish remover. Then rinse with water and 
gloves or boots are put on with moisturizer to help remove 
cuticles (protective film of the nailfold that often advances 
the nail blade and makes it difficult to install the enamel). 
After a few minutes, the cuticles are pushed with a metal 
spatula and removed with pliers of appropriate cut. The 
nails can be cut with metal scissors and sanded after 
removing the old enamel. Then, the application of enamel 
and the removal of excesses with acetone soaked in cotton 
with wooden toothpick on the sides of the nails are 
observed. Cottons with enamel and acetone residue are 
discarded in the common garbage of establishments, as 
well as the cuticle skins that fall on the floor and are swept 
along with the hair residues and thrown in the common 
garbage container as well. The salons observed use the 
basins with water, and this material containing water, skin 
residues and cosmetics is discarded in the hall's sewage 
system. 

3.2 QUESTIONNAIRE ANALYSIS 

Firstly, we sought to outline a socioeconomic profile of 
the interviewed subjects, from the North, East, West and 
South Zones, 30 from each zone, as shown in the graphs 
below. 

The largest number of respondents is in the age group 
of 31 to 45 years, with a total of 62 professionals, with the 
West Zone having the highest rate (17). The age group 
from 60 to 65 years is the least professional. In a survey 
conducted by SEBRAE in Sao Paulo, it is revealed that 
there is no age limit for working, a long-lived career, 
corroborating with the data of the present study. There are 
more married professionals (65) than single (50) and a 
small number of widowers (2). 

It appears that the prevalence is of professionals with 
secondary education (69) and lower education in 
elementary education (15). Attention is drawn to the 
number of professionals with higher education (36), 
corroborating the findings of the study by Garcia, Bento 
and Gongalvez (2012), which points out that professionals 


www.ijaers.com 


Page | 436 









International Journal of Advanced Engineering Research and Science (IJAERS) 
https://dx.doi.org/10.22161/iiaers.76.53 


[VoI-7, Issue-6, Jun- 2020] 
ISSN: 2349-6495(9) / 2456-1908(0) 


today seek greater and better qualification, especially with 
the variety of Technological courses offered by higher 
education institutions. 

Most professionals (72) receive from 1 to 5 minimum 
wages; 29 receive up to a minimum wage; 18 from 5 to 10 
minimum wages and only one above 10 wages. 

Professionals who work with hair admit that the 
industry is promising and that they get a good salary. 
According to data from Senac de Patos de Minas (2015), 
those who are starting can receive, on average, two and a 
half salaries. Those who work in the area, from R $ 3 to R 
$ 7 thousand per month. 

There is a prevalence of hairdressers (79); manicures 
(29) and beauticians (12). There is no concrete data on the 
number of these professionals in the city, according to the 
Union of Barbers', Hairdressers, Beauty and Similar 
Institutions in Manaus (SISBISIM). 

A significant majority of respondents have an effective 
contract with companies, with a total of 95 professionals; 
25 are hired under the temporary regime. According to 
information from the Union of Barbers' Salons, 
Hairdressers, Beauty Institutes and Similars of Manaus - 
SISBISIM, there are 780 formalized enterprises in the city 
of Manaus, with a total of approximately 9,000 
establishments covering formalized and informal. 

It should be noted that Law 13,352, of October 27, 
2016, amended Law 12,592 / 2012, to provide for the 
partnership contract between professionals who perform 
the activities of hairdresser, barber, beautician, manicure, 
pedicure, epilator and makeup artist and legal entities 
registered as a beauty salon. 

It appears that most professionals have their own work 
tool, especially those in the South Zone, which has them in 
full. 

Graph 1 shows the main procedures adopted for 
individual protection and Biosafety. 



Graph 1: Regarding the interviewees’ biosafety 
procedures. 

Source: Field research, 2019. 


According to Graph 1, the procedure most adopted by 
the interviewed professionals for individual protection and 
Biosafety is disposable material, with 99 respondents 
pointing out this alternative, however, sanitation presented 
the highest number of statements (28) in the northern zone 
of Manaus. 

Most respondents use gloves, revealing that in the East 
Zone, all professionals use this protective feature; the least 
used is the hat. Garbaccio and Oliveira (2013) reinforce 
that disposable gloves are considered a type of PPE. They 
alone provide essential security for the care of both 
professionals and clients. And despite its importance, even 
as an ANVISA regulation rule, this is not taken as 
seriously as it should. 

The greatest knowledge of the interviewed 
professionals is about the flu, hepatitis and AIDS, with 
leprosy and scabies still being neglected by the subjects. 

Regarding the management of solid waste, it was 
questioned whether there is a separation of chemical and 
organic waste (graph 2). 
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Graph 2: Regarding the separation of organic waste from 
chemical waste by respondents. 

Source: Field research, 2019. 

According to data in Graph 2, professionals from the 
South Zone mostly perform the separation of chemical and 
organic waste (22) and in the West Zone there is a smaller 
number (17). 

It was also questioned whether the separation of 
residual toxic waste, empty paint tubes and containers 
containing other chemicals is performed (Graph 3). 



Graph 3: Regarding the separation of residual toxic waste 
by respondents. 

Source: Field research, 2019. 

According to Graph 3, most toxic waste is separated 
(17) by professionals in the South Zone of Manaus and not 
in the North Zone (18). 

Most (14) of the professionals dispose of sharp and 
cutting materials such as blades and needles in the 
descarpak; In the West Zone, the most usual way is to 


dispose of it in the common garbage; and in the East Zone, 
other means of disposal are used. 

In establishments where professionals work in the 
South Zone (16), there is an adequate place for segregation, 
packaging, identification and storage until external 
transportation. In the West Zone there is no such procedure 
( 21 ). 

Unfortunately, the survey data reveal that the 
enterprises, according to the interviewees, do not hire 
special collection services, especially in the East Zone of 
Manaus. 

It was found that the establishments are not performing 
the proper separation of the waste generated. Through this 
diagnosis, it was found that the vast majority do not have 
knowledge of how to perform the separation of waste, as 
well as do not have a specialized company to do the 
collection and end up disposing of the waste together with 
the public collection of the municipality. 

IV. CONCLUSION 

A model aesthetic establishment is one that performs 
the activity in a socially responsible manner, with ethical 
performance in the economic, environmental and social 
spheres. Currently, there is a growth of the aesthetic branch 
in society, therefore, the topics of biosafety and waste 
management of health services in these places should 
receive greater importance. Aesthetic establishments are 
spaces of intense flow of people, therefore, conducive to 
the spread of diseases. Thus, both professionals and 
customers are susceptible to health risks. 

In this sense, the present study sought to contribute to 
the theme of waste management and biosafety practices in 
aesthetic establishments, demonstrating the importance of 
the subject, in order to measure the real health risks of the 
population living in the city of Manaus. 

As for the method used in this research, it was 
satisfactory, because through the interviews, deficiencies in 
the disposal of waste were found in all stages of the 
management of the RSSS in the establishments visited, 
which are associated with the lack of knowledge on the 
subject by service providers. 

As relevant results of the research, the following stand 
out: the opportunity for the researcher to know and make 
known the visited establishments internally, reinforcing the 
subject and its importance; the interviewees' point of view; 
having the opportunity to gain knowledge on the topic and 
stimulate the exchange of information, as well as 
establishing new attitudes to follow. 
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The present study made it possible to identify the lack 
of knowledge of professionals in the aesthetic field about 
the management of waste from health services. The results 
draw the challenge of the establishments regarding 
permanent education, with an approach to the Health 
Services Waste Management Plan, safety at work and the 
environment. The inclusion of topics related to waste 
management and the impacts of the production of this 
waste on the health of populations and ecosystems in 
curricular disciplines, training campaigns, continuing and 
permanent education on the generation, segregation, 
storage and collection of waste could prepare professionals 
to meet society's current demands regarding the production 
and disposal of waste. 

RDC n° 222/2018, does not differentiate the services 
that generate waste from health services in terms of the 
administrative sphere or the nature of the organization and 
emphasizes the inclusion of aesthetic and beautification 
services, as generators of health services. Thus, it is 
understood that there will be greater inspection in these 
establishments, as well as greater demands from health and 
environmental agencies. 

As evidenced in a report by the professionals 
interviewed, the need for education and training in 
environmental issues, such as solid waste management and 
others, is considered. One of the biggest challenges is to 
obtain the permanent involvement of employees and 
responsible managers. The study alludes that the 
employees involved, working in groups and internal 
facilitators, supported by external experts, can develop 
their actions with more confidence and efficiency. The 
involvement of the external specialist with the participative 
management of the projects, involving other employees, is 
inherent to the development of environmental management 
programs in this market segment. 

With the preparation of this research, it is also expected 
that future projects will be developed in the aesthetic field, 
serving as a bibliographic source and also as an incentive 
for the continuation of this study. It is the responsibility of 
the National Association of Beauticians and 
Cosmetologists (ANESCO) as well as the Union of 
Barbers', Hairdressers, Beauty and Similar Institutions in 
Manaus, universities, technical schools, public bodies and 
private companies connected to the area to present 
information to professionals, emphasizing the correct 
conduct of biosafety and waste management, bringing, as a 
consequence, the improvement of services provided and 
sustainable development. 
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